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Available Copy 



between said 35 



said step of gener- 



ate claim: 

1. A method for processing telephone calls, compris- 
ing thfcsteps of: 

detecting inbound calls: 
placinV outbound calls; 

detecting the answering of said outbound calls; 

selectabw connecting said inbound calls and an- 
swered outbound calls to a plurality of agents; 

generating statistics concerning said inbound calls 
and saidVmtbound calls; and 

adjusting the rate of placement of said outbound calls 
in response to said statistics on said inbound calls 
and said outbound calls. 

2. The methocKof claim 1 wherein said step of gener- 
ating statictics comprises; 

determining the\ average duration of said inbound 

calls; and \ 
determining the average duration of said outbound 

calls. \ 

3. The method of claim 2 wherein said step of gener- 
ating statistics further Comprises: 

determining the delay period between the arrival of a 
said inbound call and the arrival of a following said 
inbound call; and \ 

determining the average delay j 
inbound calls. \ 

4. The method of claim i wherei 
ating statistics further comprises/ 

determining the proportion/ of 
which are answered. Kl 

5. The method of claim l/Aerej 
ating statistics comprises gefieWui 
for each agent. [ V\ 

6. The method of claircUp wheW 
ating separate statistics aomprisesX . 

determining the averafee connection time for inbound 
calls for each said agent; and \ \ 

determining the average connection time for out- 
bound calls for each said agent. \ 

7. The method of claim 1 wherein said step of adjust- 
ing comprises monitoring the number of available 
agents and sai J method further comprises terminating a 
said outbound call in progress if a saia\ inbound call 
reduces said number of available agents. \ 

8. The method of claim 1 and further comprising: 
allocating a first group of a plurality ot telephone 

trunks to said inbound calls; \ 
allocating a 'second group of a plurality of telephone 

trunks to said outbound calls; \ 
determining the degree of usage of said firs\ group; 

and \ 
adjusting the size of said first group and said second 

group in response to said degree of usage. \ 

9. The method of claim 8 wherein said step of deter- 
mining said degree of usage comprises: \ 

determining the most significant inbound trunk; \ 
determining the most significant outbound trunk; ami 
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\ err \' nin ^ num ^ er of unused trunks between 
most significant inbound trunk and said most 
significant outbound trunk. 

10. The method of claim 9 wherein said step of deter- 
mming\said degree of usage further comprises: 

comparing said number of unused trunks with a win- 
dovi value. 

11. ThV method of claim 10 wherein said window 
value is user selectable. 

12. TheWthod of claim 10 and further comprising: 
calculating said window value based upon said statis- 
tics fonsaid inbound calls. 

13. The niethod of claim 10 wherein said step of ad- 
justing said size of said first group and said second 
group comprises: 

increasing the number of said telephone trunks in said 
first grouA and decreasing the number of said tele- 
phone trunks in said second group if said number of 
unused trunks is less than said window value; and 

decreasing the\ number of said telephone trunks in 
said second group and increasing the number of 
said telephone trunks in said first group if said 
number of unused trunks is greater than said win- 
dow value. 

14. The method oY claim 1 and further comprising, 
generating statistics concerning each agent of said 

plurality of agents: and 
wherein said step o£ adjusting said rate of placement 
is responsive to Wd statistics concerning each 
agent. 

15. The method of cUjm 14 wherein said step of gen- 



agent comprises: 
hat each agent is con- 

agent is con- 

lerein said step of ad- 
esponsive to whether a 
inbound call or an out- 

herein said step of ad- 
esponsive to the num- 

further comprising: 
progress if a said 
er of agents avail- 



eranng statistics concern 
determining the averaji 

nected to an inboundWEll; 
determining the average 

nected to an outboun 

16. The method of cla, 
justing said rate of place, 
said agent is connecte 
bound call. 

17. The method 
justing said rate of j 
ber of agents availabjU 

18. The method off claim 
terminating a said (outbound < 

inbound call red 
able. 

19. The method of claim 1 and fuVther comprising: 
measuring the ring time of each said inbound call; 
comparing said ring time to a desirVd value; and 
wherein said step of selectably connecting comprises 

connecting said inbound call to an tfgent only if said 
ring time exceeds said desired 

20. A method for processing telephone ^alls. compris- 
ing the steps of: 

detecting inbound calls; 
placing outbound calls; 

detecting the answering of said outbound ^calls; 

selectably connecting said inbound caJls\ and an- 
swered outbound calls to a plurality of agents; 

generating statistics concerning said outbound calls; 

adjusting the rate of placement of said outbound calls 
in response to said statistics; and 

responding to a next inbound call in a manner deter- 
mined by said statistics. 

21. The method of claim 20 wherein said step or\te 
sponding comprises: 
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determining uhether the connection of said next 
\ inbound call to an available agent will prevent a 
Wid outbound call from being quickly connected 
with an agent; and 
if so. delaying the answer of said next inbound call. 5 

22. The method of claim 20 wherein said step of re- 
sponding comprises: 

deterrrtining whether the connection of said next 
inbound call to an available agent will prevent a 
said oVitbound call from being quickly connected 10 
with amagent: and 

if so. answering said next inbound call and placing 
said next\nbound call on -hold. 

23. The method of claim 20 wherein said step of re- 
sponding comprises: 15 

determining whether the connection of said next 
inbound cam to an available agent will prevent a 
said outbounM call from being quickly connected 
with an agentA and 

if so. answering Wid next inbound call, connecting 20 
said next inbound call with a said agent, and termi- 
nating a said outbound call. 

24. The method oAclaim 20 wherein said step of re- 
sponding comprises: \ 

determining whether the connection of said next 25 
inbound call to an\available agent will prevent a 
said outbound call Vrom being quickly connected 
with an agent; and \ 

if so, answering said next inbound call and playing a 
message to the callina party on said/flext inbound 30 
call. \ 7f 

25. The method of claim 24 and tumndr comprising: 
recording any response to\said me^sagjt by said call- 
ing party. 

26. The method of claim 24 vv/ercir 
prompts said calling party to pr 
telephone keypad; and 

wherein said method further/yqmpri 
response provided by saiy caihffg p 

27. The method of clairnAa4/flihereiii 
prompts said calling party ttfpfovi^e a nrsponse using a 
predetermined set of spojufin wordsAand 

wherein said method funfher comprise* decoding said 
response provided b/ said calling piny. 

28. The method of claim 24 wherftinl said message 45 
prompts said calling party to provide a Yeippnse includ- 
ing an account identifier. \ \J 

29. The method of claim 28 and further comprising: 
decoding said response of said callingXpany to said 

message; and \ 50 

adding said calling party to a list of parties to be 
called. Y 

30. The method of claim 29 and further comprising: 
placing a call to said calling party when In agent is 

available. \ 55 

31. The method of claim 28 wherein said\ account 
identifier comprises at least one of the following: a tele- 
phone number, an account number. \ 

32. For use with a system which accomodates in- 
bound calls and outbound calls, a method for pacihg the 60 
placement of said outbound calls, comprising the\steps 
of: V 

monitoring the time that a predetermined ageAt is 
connected to a call; \ 

determining whether said call is an inbound call onan 65 
outbound call; V 

if said call is an inbound call then updating the statisV 
tics for said predetermined agent for inbound cailsA 
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if said call is an outbound call then updating the statis- 
tics for said predetermined agent for outbound 
ycalls; 

performing the above steps for each agent of a plural- 
ity of agents; 

calculating the estimated time at which each of said 
agents will become available, based upon said sta- 
tistics and considenng whether each of said agents 
is currently on a said inbound call or a said out- 
bounc call; and 

placing \ next outbound call at a time determined by 
the projected availability of at least one of said 
agents.* 

33. The method of claim 32 and further comprising 
the steps of: 

monitoring \he arrival time for each said incoming 
call; 

generating statistics concerning the rate of arrival of 

incoming cms; and 
calculating the\ estimated time at which a next said 

incoming call will arrive: 
wherein said neou outbound call is placed only if 

sufficient agems are projected to be available to 

handle both safe! next incoming call and said next 

outbound call. 

34. The method oAclaim 32 and further comprising: 
monitoring the arrival time for each said incoming 

call; 

placing on-hold. if ah agent is not available, said in- 
bound calls and sails} outbound calls which are an- 
swered; 

monitoring the on-holo\ time of each call; 
generating statistics concerning the rate of arrival of 
incoming calls: and 

'hich a next said 
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incoming call will arriv* 

wherein said next outbouhcy#all 
sufficient agents are projected 



is placed only if 
o be ayaflable to 



rom < :xceeding a prede- 

fi rther comprising: 
is\wl ich are on-hold: 
i e tceeds a predeter- 
; call in accordance 



prevent said on-hold tin 
termined time. 

35. The method of clairj 
monitoring the number 
if said on-hold time oy a/said car] 

mined value then handling saij 
with a predeterminec procedure 

36. The method of claim 35 wherek\said step of han- 
dling is only performed for inbound iuuls. 

37. The method of claim 35 whereifi said system ac- 
commodates a plurality of campaigns and said predeter- 

50 mined procedure comprises transferrinA said call to an 
agent in a campaign different from the campaign with 
which said call was associated. 

38. The method of claim 35 wherein skid predeter- 
mined procedure comprises playing a message to the 
party associated with said call, said messagA prompting 
said party to provide a response including an account 
identifier. 

39. The method of claim 32 and further coh 
monitoring for a new inbound call; and 
determining whether the connection of said new 

inbound call to a next available agent will prevent 
said next outbound call from being quickly; con- 
nected with a said agent; and 
if so, cancelling said next outbound call. 

40. The method of claim 32 and further comprising: 
monitoring for a new inbound call; and 
determining whether the connection of said nev 

inbound call to a next available agent will prevent 



ppnsmg: 
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aid next outbound call from being quickly con- 
nected with a said agent: and 
if so\ delaying the answering of said new inbound 
call 

41. The method of claim 32 and further comprising: 
monitoring for a new inbound call: and 
determining whether the connection of said new 

mbouWi call to a next available agent will prevent 
said rtext outbound call from being quickly con- 
nectedl with a said agent; and 
if so. answering said new inbound call and placing 
said neV inbound call on-hold. 

42. The method of claim 32 and further comprising: 
monitorinAfor a new inbound call; and 
determining whether the connection of said new 

inbound call to a next available agent will prevent 
said next Wbound call from being quickly con- 
nected wit)) a said agent: and 

; said new m sound call and playing a 
he calling party on said new inbound 
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\of claim 42 and further comprising: 
response to said message by said call- 



if so, answerii 

message to tfie calling party on said new inbound 20 
call. 

43. The meth 
recording any 

ing party. 

44. The method bf claim 32 wherein said message 25 
prompts said calling party to provide a response includ- 
ing an account identifier ana^sajd method further com- 
prises: 

recording said respo^ 
using said response tc 
agent becomes avali 



id 
(1 saic 
fcle, 
lim 



callmg^party when an 30 



wherein said account 
of the following: 



wherein said step of using 

list of parties to be 

^rein an agent listens 

cm, comprising: 
ills; 

I calls by seizing 
phone trunks and 
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45. The method oj 
identifier comprises Ay ieas>o nc 

a telephone nun^oer; 
an account nui 

46. The metho4f6? claim 
comprises: 

decoding saLy response: an 
adding said/ falling party i 
called 

47. The method of claim 44 w^ 
to and transcribes said response. 

43. A telephone call processing System, comprising: 

first means for detecting inbounAcalls; 

second means for placing outbound calls by seizing 45 
selected ones of a plurality of tel 
dialing telephone numbers then 

third means for providing status information concern 
ing said outbound calls by monitoring signals on 
said selected ones of said telephone \runks; 50 

a plurality of agent work stations, each said agent 
work station allowing an agent to corWerse with a 
connected party and to view information concern 
ing said connected party; 

switching means for selectively connecting ones of 55 
said telephone trunks to ones of said agfeju work 
stations; and * 

control means connected to said first means, said 
second means, said third means, said plurality of 
agent work stations, and said switching raeanY for 60 
storing information concerning customers, fo\ re- 
sponding to said first means detecting an inbound 
call on an inbound trunk by causing said switch\to 
connect said inbound truck having said inboui 
call to an available agent work station, and fo\ 65 
sending information to said agent work station* 
concerning said customer on said inbound call, for 
causing an outbound call to be placed on a said 
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outbound trunk by sending a telephone number to 
said second means, for responding to said third 
means detecting that said outbound call has been 
^answered by causing said switching means to con- 
nect said outbound trunk having said outbound call 
to an available agent work station, for sending 
information to said agent work station concemine 
saild customer on said outbound call, for generating 
statistics concerning said inbound calls and said 
outboard calls, and for adjusting the rate of place- 
ment W said outbound calls in response to said 
statistics on said inbound calls and said outbound 
calls. 

49. The sVstem of claim 48 wherein said control 
means generates statistics concerning said agents, esti- 
mates the rate af future inbound calls and availability of 
a said agent, and causes a next outbound call to be 
placed if a said acent is projected to be available to be 
connected to saia\next outbound call. 

50. The system\ of claim 48 wherein said control 
means comprises means for partitioning said plurality of 
trunks into inboundurunks and outbound trunks. 

51. The system of claim 50 wherein said control 
means further comprises: 

a host device for storing said information concerning 

said customers; artti 
a system controller ubr receiving said information 
from said host device for use in placing said out- 
bound calls, for Partitioning said plurality of 
trunks, for responding to said first means detecting 
said inbound call, for placyfig said outbound call. 



for responding to saia thi/d, 
said outbound call hasvbee 



ajent work- station, and 



ated 
\nt qf 

en 



leans detecting that 
swered, for monitor- 
for maintaining and 



umei^afid 

host device and 
said information to 
fiderning said customer, 
h rrein said system con- 
spid agent work station 
inbound call and said 



rein: 

information to said 
said customer on 



ing each agent work 
updating statistics for 
for calculating the esti 
wherein a predetermine 
said system controll 
said agent work station 

52. The system of clai 
troller sends said information n 
concerning said customer on sal 
outbound call. 

53. The system of claim 51 w 
said system controller sends sa 

agent work station concern 
said outbound call; and 
said host device send said information to said agent 
work station concerning said \customer on said 
inbound call 

54. The system of claim 50 whereiA said system con 
troller monitors the degree of usage\of said inbound 
trunks, and repartitions said plurality of said trunks in 
response to said degree of usage of said mbound trunks. 

55. An apparatus for placing and receiving telephone 
calls, comprising: 

first means for detecting inbound calls; 
second means for placing outbound cal 
third means for detecting the answering 
bound calls; 

fourth means for selectively connecting sai\d inbound 
calls and answered outbound calls to a plurality of 
agents; and 

control means for generating statistics conWrrung 
said inbound calls and said outbound calls, and for 
adjusting the rate of placement of said outbound 
calls in response to said statistics on said inbound 
calls and said outbound calls. 



af said out* 
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56 The apparatus of claim 55 wherein said control 
eans comprises means for determining the average 
ration of said inbound calls and the average duration 
id outbound calls. 
The apparatus of claim 56 wherein said control 
means further comprises means for determining the 
delayWriod between the arrival of a said inbound call 
and tne arrival of a following said inbound call and 
means Vor determining the average delay penod be- 
tween said inbound calls. 

58. ThV apparatus of claim 57 wherein said control 
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^paratus for placing and receiving telephone 
sing: 

. for detecting inbound calls; 



15 



ther comprises means for determining the 
proponion\of said outbound calls which are answered. 

59. An 
calls, comp 
first 

second means for placing outbound calls: 
third means\for detecting the answenng of said out 
bound cal 

a plurality or\agent work stations, each agent work 
station beirtg associated with a corresponding 20 
agent; 

fourth means for selectably connecting said inbound 
calls and said\ outbound calls to said agent work 
stations; and 

fifth means for generating statistics concerning said 
inbound calls and said outbound calls, for causing 
said second means to place said outbound calls in 
response to said statistics, and responsive to said 
first means and to\said ttyrd means for controlling 
said fourth means. 

59 wherein said fifth 
of a plurality of tele- 
designates a second 
5he calls as outbound 



60. The apparatus c? 
means designates a firsi 
phone trunks as inboun 
group of said plurality 
trunks and adjusts the 
bound trunks in respon ; 
first group. 

61. The apparar 
means changes the n 
and in said second g 
usage of said first gr 

62. The apparatui/of claim ^ 
means also adjusts 
the number of trunks in said sec 

63. The apparatus of claim 
means determines said degree of 
said number of unused trunks in 
window value. 

64. The apparatus of claim 63 
means decreases said number of 
group if said number of unused tru 
window value. 

65. The apparatus of claim 63 wh< 
means increases said number of trunks 
if said number of unused trunks is less th; 
value. 

66. The apparatus of claim 59 whereik said fifth 
means adjusts said rate of placement by monitoring the 
time that a said agent is connected to a call, determining 
whether said call is an inbound call or an outbound call, 
updating statistics for said agent, predicting theXtime at 
which each said agent will become available based upon 
statistics for each said agent and based upon whether 
each said agent is handling a said inbound call or 
outbound call, and placing a next said outbound call at 
a time determined by the predicted time at which a sajd 
agent will become available. 

67. A method for controlling trunk allocation be 1 
tween inbound calls and outbound calls, comprising the 
steps of: 
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^egree of usage of said 
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allocating a first group of a pluralu> of telephone 

trunks to said inbound calls; 
^allocating a second group of said plurality of tele- 
phone trunks to said outbound calls; 
:termining the degree of usage of a selected one of 
^either said first group or said second group: and 
justing the size of said first group and said second 
iroup in response to said degree of usage. 

68. YThe method of claim 67 wherein said step of de- 
termining said degree of usage comprises: 

determining the most significant inbound tmnk: 
determining the most significant outbound trunk; and 
determining the number of unused trunks between 

said most significant inbound trunk and said most 

significant outbound trunk. 

69. The Wthod of claim 68 wherein said step of de- 
termining said degree of usage further comprises com- 
paring said \iumber of unused trunks with a window 
value. 

70. The method of claim 69 wherein said window 
value is user selectable. 

71. The method of claim 69 and further comprising 
the step of calculating said window value based upon 
said degree of usage. 

72. The methoc of claim 69 wherein said step of ad- 
justing said size \( said first group and said second 
group comprises: 

increasing the nuVnber of said telephone trunks in said 
first group andWcreasing the number of said tele- 
phone trunks inlaid second group if said number of 
unused trunks isMess than said window value: and 

decreasing the nunWr of said telephone trunks in- 
said second group and increasing the number of 
said telephone trunks in said first group if said 
number of unused \runks is greater than said win- 
dow value. 

73. A telephone call pkocctfing system, comprising: 
first means for detecting iftb>und calls: 
second means for placing oi itbounc^calls by seizing 

selected ones of a plu^ity ofjelephone trunks and 
;rs ^hereon; 
ig Jtaius information concern- 
tsW monitoring signals on 
saiduelephone trunks: 
workstations, each said agent 



dialing telephone nu 
third means for provic 1 
ing said outbound 
said selected one 
a plurality of agerj 
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pnt to converse with a 
; information concern- 



workstation allowing an ag 
connected party/and to viev* 
ing said connected party; 
switching means 'for selectabl)\connecting ones of 
said telephone trunks to ones o\said agent worksta- 
tions; and 

control means connected to saic\ first means, said 
second means, said third meansX said plurality of 
agent workstations, and said switching means, for 
partitioning said plurality of trunks into a group of 
inbound trunks and a group of outbound trunks, for 
responding to said first means detectmg an inbound 
call on an inbound trunk by causing said switch to 
connect said inbound trunk having said inbound 
call to an available agent workstation, Yor causing 
an outbound call to be placed on a saioAoutbound 
trunk by sending a telephone number to\said sec- 
ond means, for responding to said third means 
detecting that said outbound call has been an- 
swered by causing said switching means to cWiect 
said outbound trunk having said outbound call to 
an available agent workstation, monitoringX the 
degree of usage of a selected one of either said 
group of said inbound trunks or said group of ! 
outbound trunks, and repanitioning said pluralit\ 
of said trunks in response to said degree of usage 
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A method for processing telephone calls, comprisi n g the steps of- 
assigning some agents of a plurality of agents to out b ound calls: 
. assigning other agents of said plurality of agents t o inbound calls- 

steering said inbound calls- 
placing said outbound calls at a rate of placement: 
detecting the answering of said outhound calls: 

selectablV connecting answered outbound call s to said agents assigned to outbound 
calls and inbound calls to shkl agen ts assigned to inhound calls: 

automaticallv\etermining whether additional ag ents are needed for said inbound 

calls: 

if additional agents &e needeff for said inbound calls then automat ically reassigning. 
from outbound calls to inbound calls\t lept Ane agent of s aid agents assigned to outbound calls: 
and 

automatically adjusting sfid>2fe\of placement o f said outhound calls in response to 



^15 said at least one agent being reassigned /f pom ohnSo und calls to inhound calls. 



^20 



is : 



21. The method of claim Ik and further comprising the steps of- 

automaticallv determining whetherffeweKag ents are needed for said inbound calls: 
if fewer agents are needed for saidXinbourid calls then automati c ally reassigning. 

from inbound calls to outbound calls, at least one agent of sai d agents assigned to inhound calls: 

and 

automaticallv adjusting said rate of placement of said^uthoun d calls in response to 
said at least one agent being reassigned from inhound calls to outbound call 
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A method for nrocessinp telephone rai ls, comprising the steps of- 
^Signing Some agents of a plurality o f agents to outbound calk; 
assigning other agents of said plurality o f agents to inhound calls- 

peering said inhonnH gajjsj 
Placing said outbound calls at a rate nf placement: 
detecting the answering of said outhonnd calls; 

Selectafoy connecting answered outbound calls to s a id agents assigned to onthonnd 
calls and elected Ones Ofsaid inbound calls to said agents assigned to inhound calls: 

placing the nWsel ected ones o f s a i d inboun d calls on hold- 
determining th^on-hold rime for said inboun d calls on hold: 

if Said On-hQld tihe is Excessive then automatically reassig ning, from onthonnd 
calls tO inbound calls, at least One a&nt of said agents assig ned to outhonnd calls; a nd 

automatically adlUSting\aid rate of placement of said outho und calls in resp onse 



said at least one agent bei ng reassigned fj 



ZL A method for processing telep 



detecting i nbound calls 
placing outhound calls: 
detecting the answering of 




calls to inhound calls 



s. comprising the steps of: 



pc^ls: 



selectablv connecting angered outbound caHs^and inbound calls to a p lurality nf 

agents; 

automatically determining at least on e of the folWing values- m an averag e. 
Connection time for Said OUthound calls, and (2) a hit rate f or said outhnynd calls: and 

i f Said determined value is excessive then automaticall y nerforming a predetermined 
One Of the following; (a) allowing a next inbound call to r ing for a predefined period hefnre 
Connected Said next inbound call to an agent of said plu r ality of agents. fM\nswering a nevt 
inbOUnd Call and Placing Said next inbound call on hold, and CcJ answering a next inland call and 
conducting an interactive .session with said next inhmin d gal] 
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An apparatus for placing and receiving telephone ca l ls, comprisin g; 
first means for detecti ng inbound calls: 
second means for pl acing outhound calls: 
third means for detecting the answering of said omh o und calls: 
. Plurality of agent work stations: 

I means f or selectaMv connecting said outbound calls and said inbound calls to 
said agent work stations: and 

fifth nteans; for assigning some agent work station s of said plurality of agent work 
Stations to OUtbOund caflfi and assigning other agent work stations of said plurality of agent work 
Stations to inbound calls: for determining a rate of p lacement of said outhound calls in response, to 
said agent work Stations heinfr assigned to outbound calls: for causing said second means to place. 
said Outbound calls in responseNo said rate of placement: respo n sive to said first means detecting 
inbound calls and said third mean\ detecting ty a n swering of outhound calls for controlling said 
fourth means; for determining whether additional age n t work stations are needed for said inhonnd 
Calls; and for reassigning, from outbound ca]/</to inbound calls, at least one agent work station of 



said agent work stations assigned to outh) 
said inhound calls 



22* An apparatus for placin /ajid recei 



r calls it 



first mean s for detectin/k/inhound cal 



i&onal agent work stations are needed for 



telephone calls, comprising: 



second means for placi ng outhound cat 
third means for detecti ng the answering' 



a Plurality of agent work stations: 
fourth means for selectablv connecting said outhound calls and sa id inbound calls to 

Said agent work Stations and for Placing selected ones o f said inland calls on hold: and 

fifth means; for assigning some agent work starions\f said plur a lity of agent work 
Stations tO OUtbQUnd Calls and assigning Other agent work stations o f \id plurality of agent work 
Stations to inbound calls; for determining a rate of p lacement of said outbound calls in response to 
Said agent work Stations being assigned to outbound calls: for cau s ing said second means to place 
said outbound calls in response to said rate of plac e ment: responsive to said firkmeans detecting 
said inbound calls and said third means detectin g the answering of outhound caliper controlling 
Said fourth means; for determining the on-hold time of said inhound calls on hold: and for 
reassigning, from outbound calls to inhound cal l s, at least one agent work station of said agent 
wprk stations assigned to outbound calls if said on- h old time is excessive. 



28 



10 



SJ5 



ISO 



An annaratllS for nlacinP and receiving telephone rai ls, comprising- 
first means for detecting inbound calk- 

second means for niacin g outbound calls- 
means for detecting the answering of said outhonnd calk- 
a Plurality of agent work *tafin m] 

IWanS for SSteaahly connecting said outbound calls and said inbound calk to 
said agent work station^ 

fifth meansltQr assigning some agent work stations of s aid plurality of agent work 
Stations tO OVltbQUnd Calls anri\>signing Otheywork stations of said plurality o f agent work stationc 
tO inbound Calls; for determining rate of iflacgment of said outhound calk j n resnonse to .aid 



O agent work stations heing assigned toN outho/m/ ca 



s; for causing said second means to plac* ^id 



QUtbOUnd Calls in response tO Said rate 0>da</emenl respoi^iv* to said first means detecting , a irf 



inbound calls and said third means detectihrVhe angering of said outbound caik ^r^ ^ z 
said fourth means; for determining at le^/ot^thi followi ng values- m a n avftra ge connection 

time for said OUtbOUnd Palis, and (2)7IL rate fMsaid o u tbound calk- and for performing fl 

predetermined one of the following if .Aid determined value is excessi v e; allowing a ne rT 

inbOUnd Call tO ring for a Predetermined period hefore cLn^ r jng said ne.Tt inbound call to an agent 
work station, fb) answerinp a next inbound call and placing sakneTt inhound call on hold, and (c) 
answering a next inbound Call and conducting an interacti v e sessio^'th said nevt inhnnnd call. 
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apparatus for placing and receiving telephone calls , comprising - 
\ a Plurality of agent work stations: 

\an automatic call distributor (ACD) for detecting i n bound calls for placing 
outbound gaj&Wj for selectablv connecting said outbound calls and s a id inbound calls ^ ^ 
agent work station\- 

detectkm means for detecting the an swering of said outbound calls: and 
a controller; for assigning some agent work stations o f said plurality of agent work 
Stations to outbound call And assigning other agent work stations of s a id plurality of agent work 
Stations to inbound calls; for fletermining a rate of placement of said o utbound calls in response, to 
Said agent work Stations heingVsigned to outbound c a lls: for causing said ACD to place said 
OUtbOUnd Calls in response to sahl rate of placement: responsive to said ACD detecting said 
inbound calls and responsive to saidNdetection means detecting the answering of said outbound 
Calls for controlling said connecting hv\aid ACD: f o r determining whether additional agent work 

stations are needed for said inbound c a llk and for^ assigning. from outhonnd calls to inhonnd 

calls, at least one agent work station of saiclagX t Xork stations assigned to outbound calls if 
additional agent work stations are nee ded for sayinhou^dealkT 

£2. An apparatus for placing ajidl^^in gstejephone calls, comprising - 
a plurality of agent workjrtfjrf/ns- \ 

an automatic call distrihyor (ACD) for\ietecting inbound calls, for placing 

outbound calls , for detecting the an swerjrig of sa id o ut hLindV alls. and for seiectahiv connecting 

said outbound calls and said inbound calls to said agent work stations: and 

a Control l er; for assigning some agent work stations V said plurality of agent work 

stations to outbound calls and assigning other agent work stations ofW p lurality of agent work 

Stations tO inbound Calls; for determining a rate of plac e ment of said outbound calls in response to 
said agent work stations being assigned to outbound c a lls: for causing s\id ACD to place said 
OUtbOUnd Calls in response to said rate of placemen t : responsive, to said ACD detecting said 

inbound calls and detecting the ans wering of s aid o ut bo u nd calls for controlling said connecting hv 

said ACP; for determining Whether additional agent work stations a r e needed foksaid inbound 
Calls; and for reassigning, from outbound calls to inho n nd calls, at least one agent work station of 
Said agent work Stations assigned to outbound calls if addit i onal agent work stations are needed for 

said inbound calls, \ 
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An apparatus for placing and receiving telephone, ca l ls. comprising; 
a Plurality of agent work stations: 

an automatic Call distributor fACD) for detectin g inhonnd calls, for placing 
OUtbOUnd Calls\and for SeleCtahW Connecting said onthound calls an d said inhonnd calls to said 
agent work stations 

detecfon means for detecting the answering of said o u tbound calls- and 
a controller for assigning some agent work stations o f said plurality of aggnt, work 
Stations to OUtbOUnd calls^nd assigning other work statio n s of said plurality of agent work staring 

to inbound calls; for determi ni n g a rate of pl ace ment , o f said outbound calls in response to said 
agent work stations being assigned to outbound calls: for causing said a c d to p lace said nnth^ 

Calls in response tO said rate of\lacement: responsi v e to said detection means detecting the 
answering pf S ajd outbound Calls for\ausing s aid ACD t o connect an answered onthound call ^ an 
agent wprk SlaliQn assigned tO OUtboVfrd calls; for determining whethe r additional agent wn r V 

stations are needed for said inbound can*; and fojF ^assigning, from omhoun d calls to inhonnd 

Calls, at least One agent work station of said aA ^ o rk stations assigned to onthound calls if 
additional agent work statioas are nee ded for saWAnbolnd catis^ 



= 



go 



Menhone calls, comprising- 
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Si An apparatus for placing and 

a Plurality of agent work staffy^; 

an automatic Call distributer (ACD) forXdetecting inboun d calls, for placing 
QUtbQUnd Calls, for detecting the answering of said outhLn\ c alls. and for selectahlv connecting 
said outbound calls and said inbound c alls to said agent woVk stations: and 

a controller; for assigning some agent work stations^ sa id nluralitv of agent work 

Stations tO OUtbOUnd calls and assigning other agent work stations oXaid plurality of agent work 
Stations tO inbound Calls; for determining a rate of placement of said ontr ^ und calls in response to 
Said agent work Stations being assigned to outbound c alls: for causing iSaid ACD to place said 
OUtbOUnd Calls in response to said rate of placement : responsiveto said\cD detecting the 
answering of said OUtbOUnd calls for causing said ACD to connect an answ e red o\hound call to an 
agent WOrk Station assigned to outbound calls: for d e termining whether additional agent work 

stations are needed for said inb ound calls; and for r ea ssig ning, from outbound caiis\o inhonnd 

Calls, at least One agent work station of said agent w ork stations assigned to outbound calls if 
additional agent work Stations are neede d for said inhonnd calk 
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\&L An apparatus for niacin? and receiving telephone c alls, comprising- 
a Plurality of agent work- stations: 
\an automatic call distributor (ACT)) for detectin g inbound calls, for placing 
outbound caUs\nd for selectablv connecting said outbound calls and said inh ound calls tn sairl 
agent work statinnsX 

detection means for detecting the answering of said outboun d calls: and 
a controller for assigning some agent work stations of said plurality of agent work- 
stations tQ outbound calls anfrsassigning other work stations of said p lurality of agent work stations 
to inbound calls: for determining a rate of place ment of said outbound calls in response to said 
agent work stations being assigned trNQuthound A: for causing said ACD to place said omhnnnd 
calls in response to said rate of placeme^r&sn^siv Uc^aidACD detecting said inhound calls and 
responsive to said detection means detectin^ie^an^ering of said o uthound calls for controlling 
said connecting bv said ACD: for detenr^mygar>leakt one of the fo llowing values: m an average 
Connection time for said outbound ca!1s//and r2V W hit rate for said onthnnnd calls: and for 
Performing a Predetermined one of the following if said dete rmined value is excessive: fat allowing 
a next inbound call to ring for a predetermined periMhefore teonnecting said next inhound call to 
an agent work Station, (b) answering a next inbound call an d pfeemg said next inhound call on 
hold, and (c) answering a next inhound call and conducting an interactive session with said next 
inhound call. N. 
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^ \ An apparatus for placing and receiving telephone nails. comprising- 
avpluraJitv of agent work starinns; 

an\utomaric call distributor (ACD) for detecting inten d calls, for r y i ng 
outbound calls, for dttectinp the answering of said onthmmd calls, and for seiectahiv am^g 

Said Outbound calls and said inbound cal ls to said agent work stations; a nd. 



a Controller ffl£ assigning SOme agent work stations of sa id plurality of agent work 



Stations to Outbound calls and aWning other work- ag*nt wnrlr ctnrinnc «f m m -i — 1:-. ~* . 


work Stations to inbound calls: foNletermining a/atel 


iLpJacement of said outbound calls in 


response to said agent work stations beihf assigned to <i 


Utboun<rcal1s: for causing said ACT) to 


Place said Outbound calls in response to saidW/nf placf. 


Blent: responsive to said APD detecting 


said inbound calls and detecting the answfypinW^a 


Id Otitbound calls for controlling said 


connecting bv said ACD: for determining jtk&st o^ 


f the following values: m an average 


Connection tirne for said outbound calls/ind m a hit 


r>te for said outhonnd calls: and for 


performing a predetermined one of the following if said nV 


ermineU value is excessive- fa) allowing 


a neM inbound call to ring for a predetermined nerind h*f 




an agent work station, fn) answering a nsxl inbound call and placing ^ next inhnnnd ran on 



hold, and (C) answering a next inbound call and conductin g an interactive .session with said n ^ T 
inbound call \ 
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s An apparatus for placing and receiving telephone calls, comprising- 

ikHraUty of agent work stations; 
a dialing means for placing outbound calls: 
detectiolwneans for detecting the answering of .sai d outbound calls: 
art auto matical! distributor (ACD) for detecting inbound calls, and for selectahly 
connecting said outbound callsaqd said inbound calls to said age n t work .stations: and 

a controller; for assfanine some agenf\vork stations of said^plura l itv of agent work 



stations to outbound calls and assignirf 
stations to inbound calls: for determining 



10 said agent work stations being assigned to o 



said outbound calls in response to said 



detecting the answering of said outhon 



outbound call to an a gent work statip 
additional agent wor k stations are ne 



p15 outbound calls to inhou nd calls, at 1 fost 



assigned to outhound calls if additiona 




ork stations of^id plurality of agent work 
said outhound calls in response, to 



for causing said dialing means to place 



ent: resnonsive to said detection means 



[using said ACD to con nect an answered 



ound calls: for determining whether 



calls: and for reassign ing, from 



statibn of said agent work stations 
station?; are needed^ said inbound calls 
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^ ^\ An apparatus for placi np and re cei ving tel ephone calk gm prising; 
plurality of agent wnrir stations; 
a doling means for placing onthonnd r R |]^; 

2D means for detecting the answering nf sai d outhonnd ca JIs; 
an automatic call distributor (ACP) for detecting inhonnd caiu . and for sew^y 
connecting said outbound\a11s and said inhonnd calls to said a gent wo* stating - and 

a Controller for aligning some agent worlc stations of said plurality of agent wor k 

stations to outbound calls andYsigning other work agent wo* stations "f said pkaliiy of ag sm 

work Stations to inhonnd ca11s:\or dete rmining a^te of 



response to said agent work starion> b eing assi^ gd 
means to nlace said omh pund cal1s\ rg gm 



i^edj 



placement of said ontho nnd calls in 
to outbound call^or causing said dialing 




uofplacement: respo nsive to sa , id 



detection means detecting the answeri ng rtfffid on% . 



answered onthonnd rail to an agent woj 
least one of the following values: m 
hit rate for said onthonn d calls: and fifc p erfrfr 
determined value is exggssjyej (a^i allowing a PfT t 



alls for causing said AP D to connect a ^n 



s igned to OUthound calls ; for determining g j 



age\?onn action time for s aid onthrmnfl calls, and (1) a 



mi 



predetermined one of th e following if ^ id 



ind Call to ring for a pred etermined p eriod 



before Connecting said nsa inboun/call to an agent station fM answering a next inhonnd 

call and placing said mm ioWd call on hold apii^Wsri n g a next ipMrmd ca ll and 

conducting an interactive .session with said n ext inhonnd rail x 
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